
Lanesend Primary School 

Summary of Procedure for General Complaints 
Parent Guide 

This procedure gives a summary of the staged steps to be followed if there is a 
general issue for concern at school. For further information on the complaints 
procedure contact the Headteacher or the Clerk to the Trustees. 
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Speak with relevant member of staff. 

Stage Complainant’s Actions School’s Actions 

Is the complainant satisfied 
with the outcome? 

Yes 

Explain procedures and next stage. END 

Write to the Deputy Headteacher or Phase Leader, explaining: 

 An overview of the complaint so far 

 Who has been involved 

 Why the complaint remains unresolved 

 Action they would like to be taken to put things right 

No 

 Respond within 5 working days 

 Arrange informal mediation for solution 

 Provide written outcome within 15 
working days 

 Make a record of the concern and 
outcomes of the discussion and hold for 
12 months. 

Submit formal complaints form to Headteacher. 

This is the final stage in the school’s internal complaints procedure.  If the complainant feels that the Trustees board acted 

‘unreasonably’ in the handling of the complaint, they can complain to the Department for Education after the complaints procedure 

has been exhausted via https://www.gov.uk/complain-about-school  The school will not consider the complaint beyond this.  

Yes 

No 

Lanesend Primary School reserves the right not to investigate complaints that have been made three months after the subject of 

the complaint took place, except in exceptional circumstances. 

Is the complainant satisfied 
with the outcome? 

END Explain procedures and next stage. 

 Respond in writing within 10 working days 

 Explain action to be taken and timeframes 

 Consider all relevant evidence 

 Arrange meeting if appropriate 

 Provide written outcome of decision within 20 
working days 

 Keep a log of all correspondence related to the 
complaint. 

Is the complainant satisfied 
with the outcome? 

Yes 

END 

No 

Explain procedures and next stage. 

Write to the Clerk to the Trustees to request an Appeal Panel 
within 4 weeks of receiving the Headteacher’s decision. 

 Clerk responds in writing within 5 working 
days. 

 Convene panel of two Trustees and one 
independent member - all without prior 
knowledge of complaint. 

 Appeal hearing to take place within 20 working 
days. 

 Panel makes decision. 

 All parties are informed of outcome of appeal 
in writing within 5 working days. 

Is the complainant satisfied 
with the outcome? 

Yes 

END 

No 

https://www.gov.uk/complain-about-school

